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• Some of what is being said is hype so we 
must keep it in perspective
– The technology has its place but humans will also have 

their place!!

– The level of empathy required for the role will determine 
the suitability for ‘replacement’

– A lot of what is being discussed are advanced IVR 
applications
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• Artificial intelligence is the technology that 
people are talking about

• Knowledge Management is the very 
important part below the surface that gives 
the robots their knowledge
– This is something that you can start thinking about ahead 

of time

– It has a broader strategic impact on a business
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• Conversational interaction

• Intelligent agent selection

• Improving customer and agent experience

• Deriving business insights from interaction 
data
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• There is a broad adoption of sophisticated 
access devices across the age spectrum
– This provides a very strong platform for [self-service] 

customer interaction

• Despite Mrs Black’s best efforts, IVR is not 
dead!
– The general IVR is still being used to very great effect

– However, it has been developing to add support for other 
[mobile] technologies

• SMS notification
• ‘Visual’ IVR applications
• Chatbots
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• Right now there seems to be a great deal 
of focus on the millennial population
– This seems to be distorting the whole debate in many 

instances

• Every layer in the population is important 
to consider
– Mrs Black wants to be heard!

• You really do need to fully understand the 
markets you serve and interact with them 
appropriately 
– Despite what you hear, voice isn’t going away any time 

soon!
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• Customer help desk
– Proactively trigger service activity based on events 

generated by someone’s possessions

• Facilities help desk
– Activation of a workflow based on thresholds and alarms in 

building systems

• Security is a concern in IoT
– It will be addressed with adoption

– In meantime, careful design is key
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